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HUMAN RELATIONS COMMUNICATION 
ANDIE KNUTSON* 


has called the process communication “the mechanism 


through which human relations exist and develop—all the symbols the 
mind, together with the means conveying them through space and preserv- 
ing them time.” Gestures, sounds, pictures, words, signs—and actions, too 
—are the basic means have for passing along our ideas, feelings, images, 
and intentions from one person another and from one generation another. 


There has been tendency think communication process 
whereby one person, the communicator, consciously selects some information 
and puts into communication channel going another person group. 
The second person, the communicant, assumed passive recipient 
this information. given the facts accurately and fully, sup- 
posed act. has been given the facts and does not act, resisting 
change. 

Such description the communication process fails take into 
account growing body evidence that all man’s behavior motivated 
and that the communication process from beginning end dynamic one, 
governed personal needs, concerns, expectations, and intentions. These 
undercurrents need and purpose are constantly present, shaping the be- 
havior both the communicator and the person with whom seeking 


communicate. 


The symbols communication are tools for sharing experiences with 
one another. Man uses these tools his efforts reconstruct his environment 
that better serves his conscious and subconscious, individual and group 
purposes. uses all the signs and symbols and other means available 
him his efforts influence others. the same time, his relations with 


others, tries find the meaning and significance their symbols com- 
munication have for him. 


discussing some the highlights research and theory regarding 
communication, have chosen discuss the problem first from the standpoint 
the communicator, and second from the standpoint the person with 
whom communicating. on, sure you will agree with 
that this organization artificial. One cannot discuss the role and behavior 
either the communicator the communicant without taking into consid- 
eration the role and behavior the other. 


*Chief, Behavioral Studies, Public Health Education Services, Bureau State Services, 
Public Health Service, Department Health, Education, and Welfare, Wash- 
ington, 
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The Communicator 
The behavior the communicator any act communication moti- 
The needs, values, and purposes that the communicator has acquired 
through experience influence both what selects communicate and how 
expresses it. His behavior ruled needs and purposes which may 


unaware, well his conscious decisions and intentions. 


Freud led the way demonstrating that all behavior motivated. 
his challenging Psychopathology Everyday Life(2) called attention 


the hidden needs and wishes that govern the remembering and forgetting 


things, and the motives that lie behind our slips the tongue, slips 
the pen, misreadings, fawx pas, and other errors commission and omission. 
Sometimes are willing admit that there may purpose error. Often, 


however, the motives are intimate unflattering that cannot admit 
them, even ourselves. fact, may not even notice the slip expres- 
sion gesture made. not surprising, therefore, that others can sometimes 
recognize and interpret these errors more accurately than can ourselves. 

Our first communications with other persons this world through 


non-verbal gestures, soft, warm pressures, facial expressions, cooings, and 


gurglings. learn respond them with appropriate non-verbal symbols 
our own. learn such non-verbal symbols, and discover them 
reliable for predicting how act successfully time when know few 


safe and effective guidelines. any wonder, then, that non-verbal means 
expression remain with even after have learned adult ways? any 
wonder that use them without even knowing it—sometimes when 
don’t even mean so? And any wonder that other persons may find 
such signs, which may given without conscious intent, more reliable 
judging our true intentions than the words expressions consciously 
employ? 

distrust the man whose actions expressions belie his 
the positive side may share deep feelings and understandings with one 
another without even being aware the symbols are using the signs 


perceive. The silence lovers, for example, may impart deep feelings. 

The communicator unique individual with unique motives, beliefs, 
and attitudes which are related his way life and the opportunities 
for experience that way life provides. These motives, beliefs, and attitudes 
influence his selection ideas communicate and the emphasis gives 
his facts. selects interpretations that have personal meaning and which 
believes will have meaning for others. 

One the greatest difficulties communicating across the boundaries 
social groups lies the fact that tend perceive others having 
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the same personal needs, desires, and purposes that have. The communi- 
cator with background experience different from that his audience 
may quite unable communicate because cannot see things the 
same way they do. Yet may sincerely believe being successful because 
tries hard—and his audience tries hard make him feel comfortable. 


more behavioral scientists have started work the field public 
health, have seen increasing number studies focused toward identi- 
fying broad cultural and class differences significance public health edu- 
cation. his study psychological factors relating partici- 
pation mass X-ray surveys, found that even those metropolitan centers 
where campaigns had been carried out, the concept tuberculosis has differ- 
ent meanings for members various socio-economic groups the areas. 
His data suggest also that members these different socio-economic groups 
differ the significance they place the method X-ray means 
detecting tuberculosis. They differed, too, what they expect the personal 
effects the event that they are identified having tuberculosis. 


many ways you and are better able communicate effectively over 
language and cultural barriers with our professional friends other parts 
the world than are able communicate effectively with members our 
neighborhood whose patterns experience would lead them differ more 
sharply with some areas value and belief. 


making choices the most effective means communicating 
with each other, are also governed primarily purpose. This applies 
whether think terms interpersonal communications intergroup 
communications. there single generalization that can drawn from 
thousands studies made compare the relative effectiveness different 
kinds media, believe can summed three words: effective for 
what? does not make very good sense talk about effectiveness media 
without considering both purpose and the nature the existing physical and 
social conditions. How effective would Paul Revere have been with ex- 
hibit? What confidence would have Constitution that was passed 
from generation generation word mouth? 


The other person and the social and physical situation which helped 
shape his behavior must always uppermost the mind effective 
communicator. must constantly seeking new guidelines for acting. 
The effective communicator must receiver information even while 
performing his communication role. 


The Communicant 


second major point, then, that the behavior the communicant 
any communication process motivated. The needs, values, and purposes 
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that has acquired through experience, his psychological set, and his expec- 
tations with respect the communicator are primary significance influ- 
encing the meaning the information will have for him and the way becomes 
integrated into his pattern knowledge, belief, and action. 


Some years ago the chief the Swazi people Africa visited England 
with group his tribesmen obtain settlement land dispute. After the 
party returned their homeland, the British settlers the area were eager 
learn the Swazis’ main impressions England. The one thing that re- 
mained most vividly fixed their minds was the picture the English 
directing the traffic with uplifted hands. 


Why did this simple action make such impression? For the Swazis, 
this was familiar gesture. was the gesture they used their homeland 
for greeting their friends and neighbors. them was warm, friendly 
greeting this foreign land far from home. was one the few things 
they experienced that fitted with their own customs. had immediate 
personal significance for each one them 


This one many incidents reported century ago 
the dean British social psychologists, Bartlett, book which brought 
together many years field observation and laboratory research under the 
title, Remembering. Here Bartlett called attention the tendency the 
mind reshape and organize all experience way that meaningful and 
useful the individual. His central theme was, “It fitting speak every 
human cognitive reaction—perceiving, imagining, thinking, and reasoning— 
effort after meaning.” (4) 


phrase, “an effort after meaning,” expresses very well the dy- 
namics which underlie the role the communicant. People seek meaning 
from experience. The meanings they attach specific experiences tend 
those which make the best sense them and have the greatest significance 
for them, terms their patterns value and experience. 


Each charts his course through the world means his percep- 
tions. During any specific moment life our sense organs are bombarded 
wide array light and sound waves, which psychology call 
stimuli. would physically and mentally impossible for any 
consciously aware every one these light and sound waves, much less 
pay attention them and react accordingly. Fortunately, learn through 
experience organize this mass stimuli into meaningful wholes—wholes 
that make sense and have meaning for us—wholes that help decide 
how act. 


But what determines how this mass light waves, sound waves, heat 
waves, and other stimuli are organized into meaningful wholes? Why are 
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some selected and grouped together for attention? Why are others ignored? 
What the underlying process which results some these groups 
stimuli symbols being given prominent position perception while 
others remain the background? say psychology, what determines 
the figure compared with the ground? 


The best evidence available suggests that perception active, moti- 
vated process. What perceive the world about governed per- 
sortal interests, concerns, fears, hopes, and expectations—a 
network motivating forces which grow out our daily experiences. 
Cantril expresses this principle, “What are aware not determined 
entirely our sensory processes; the assumptions bring from past 


experience, because they have generally proved reliable, are involved every 
perception 


You may thinking that words are different from perceptions—what 
has perception with verbal communication? 


Words are perceptions. Spoken words are organized groups sound 
waves which give meaning; written words are organized groups 
light waves which give meaning. Early life learn give mean- 
ings these groups sound and waves, that can act more 
effectively adjusting the world. This part the slow process learn- 
ing, the process gradually differentiating specific groups stimuli out 
unorganized mass. The meanings associate with words are the meanings 
that help most act successfully achieving the purposes daily living. 


Each person has his own special pattern experience, values, concerns, 
and purpose which serves him making his “effort after meaning.” helps 
him shape unorganized mass stimuli into meaningful environment. 
The world creates through his perceptions, his psychological world, his 
assumptive world, his own private world. different from anyone 
private world. Kelley observed, “He can share this universe with others 
thrqugh communication, but only part; because those with whom at- 
communicate must interpret what offers accordance with the 
own unique The possibility the communication 
being successfully accomplished requires, then, that the assumptive worlds 
the two more individuals concerned overlap the content area cov- 
ered the communicatign. 


Let emphasize that this assumptive world not world 
fantasy imagination: Nor just lovely retreat from reality. Rather, 
for each essential map chart whereby can evaluate possible 
activities against past experiences and obtain guidelines for future action. 
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This concept assumptive world is, firmly believe, most valuable 
concept use thinking about communication and interpersonal relations. 
helps understand why what say has frequently different mean- 
ing for the person with whom talk. helps understand why each 
has tendency see and interpret any situation the light his own 
pattern experiences and motivations, regardless the means whereby 
this information received. helps understand the growing evidence 
that new knowledge alone not likely effective changing beliefs 
and actions, but that after some changes beliefs have occurred new 
values have been acquired, the individual likely seek new information 
that will helpful him supporting the new beliefs serving the new 
values. 


Cantril(7) has suggested that our perceptions other people, that is, 
our social perceptions, differ from our perceptions things that with peo- 
ple are concerned what intentions the other individuals have which 
might importance us. need know how their purposes desires 
relate our own personal and group goals. Any gestures, signs, actions 
giving inkling what can expect other people which 
how act toward them. 


This may help explain why, other things being equal, communication 
likely more effective perceive the person communicating 
one who can trusted, who expert, who holds prestige our eyes. 
very popular and trusted health science writer may more effective 
communicating scientific opinions than great scientist who lacks such 
status the eyes the public. Trusted local health leaders may better 
able capture public opinion than national leaders great stature, who 
have never met the test years experience that local community. 


summary, would stress that the effective communicator the 
same time both provider and receiver information and ideas. The way 
selects and organizes his facts and the way expresses the ideas are 
influenced patterns personal motivation. His motives are expressed 
devious ways which may not fully aware. His actions, both 
receiver and giver information and ideas, are guided his perceptions 
the world which lives, and this world his private world, 
world assumptions, built out successful and unsuccessful “efforts after 
meaning” and the experiences has had seeking ways satisfy his per- 
sonal and group purposes. 


May suggest several direct implications this theory has for planning 
and conducting health education? Here the research and theoretical basis 
for using methods health education that provide people with greater 
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opportunity exchange ideas and make decisions for themselves. the 
basis for expecting the group discussion-decision method more effective 
than lectures helping people acquire new health practices. Lewin(8) 
and his associates have demonstrated, the discussions provide opportunity 
test the new ideas verbally with others before trying them out real life. 


Here the basis, also, for the argument that “buzz sessions” are more 
democratic way ideas from group than are the large open 
meetings which tend controlled few members. the smaller 
group member may test his idea without embarrassment and gain the 
confidence necessary express publicly. This means that the ideas devel- 
oped are more likely formulated within the framework the private 
world the less vocal member. Self-surveys also permit members 
group identify problems and communicate findings within the frame- 
work their private worlds. 


try solve the new problems public health which require 
active participation the public for solution, must find better ways 
discovering how health and public health issues fit into the private worlds 
people. For example, how people perceive their chronic symptoms? 
What personal and social cues lead them act early that preventive 
measures can taken? 


There need, also, for further research learn who the various groups 
the community identify their trusted communication “gatekeepers.” 
What are the informal channels through which they obtain new ideas? 
Whom they see the experts problems relating health? Where 
these experts seek advice? 


have here the theoretical basis for pretesting and progress evaluation 
means improving programs. these means opportunities can pro- 
vided for people, programs develop, offer “feed-back” terms the 
way they perceive specific aspects the program. This one means 
applying with groups the same technique use our interpersonal com- 
munications. speak individual, watch his expression, notice whether 
smiles frowns, wait for his interpretations, seek guidelines which will 
tell whether are moving the right direction not. frowns 
some way indicates has not agreed, change our tones, use other 
arguments, give and take with him until find point agreement. 
his interpretation suggests that does not understand, change our words, 
try find out how interprets the problem, and use his terms bridge 
better communication. This the process whereby gain entrance into 
his private world, his world assumption. This the means whereby he, 
and we, are able gain overlapping our private worlds the area 
mutual significance. 


t 
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the field public health you health educators have taken the 
leadership translating and applying principles communication into 
action. wish you continued success these efforts. 
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THE ORGANIZATION—ITS COMMUNICATION PROBLEMS 
JAY 


Public health educators, told, are very similar other people: 
they have communication problems, too. They are, course, concerned about 
better understanding between persons. They seem especially interested 
overcoming the barriers communication that ‘often exist between pro- 
fessional and lay people. But since public health something about which 
they can very little themselves, people this profession spend their 
time organized groups organizations. They are especially concerned, 
with problems communication within organization. 


First want discuss with you some the characteristics all organiza- 
tions have which create communication problems. Second shall present 
some conclusions based recent research findings regarding the forces 
which determine the flow communication organization. Next shall 
consider the consequences communication number conditions that 
often exist within organization. Finally, shall attempt indicate that 
what call problems communication are often merely symptoms other 
difficulties between people. 


Characteristics Organizations 


What about organizations that seems make communication 
especially difficult? organization may considered system over- 
lapping interdependent groups. These groups can departments located 
the same floor building, they can agencies scattered over the 
face the earth. Other things being equal, people will communicate most 
frequently those geographically closest them, even within relatively 
small institution. Spatial distance itself can thus barrier communi- 
cation. 


Each one the subgroups within organization demands allegiance 
from its members. has its own immediate goals and means for achieving 
them. distributes tangible intangible rewards members the group, 
based their contribution these objectives. When any particular com- 
munication sent number subgroups organization, each group 
may extract different meaning from the message, depending upon its 
significance for the things the group values and striving accomplish. 


The groups organization often represent different subcultures. 
Each professional group has its own value system and idealized image, based 
its traditions. These are guarded jealously, since considerable degree 
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they give the members that profession their feelings identity. Other 
groups organization, based occupation, experience, age, sex and 
marital status have similar tendencies varying degrees. Each develops 
along with its peculiar value system somewhat specialized system mean- 
ings. What required communicate effectively members different 
groups system simultaneous translation, like that employed the 
United Nations. This simultaneous translation must taking place both 
within the sender and the receiver communication. 


also characteristic organizations that persons are structured into 
different systems relationships. work structure exists: certain persons 
are expected perform certain tasks together with other persons. 
authority structure exists: some people have responsibility for directing the 
activities others. The status structure determines which persons have what 
and privileges. The prestige structure permits certain persons expect 
deferential behavior from others. The friendship structure based feel- 
ings interpersonal trust. 


These systems relationships overlap but are not identical. Each has 
important effect upon communication organization, influencing 
the expectations people have regarding who should communicate whom, 
about what, what manner. How often people openly and freely discuss 
these matters and come agreement? They are commonly avoided, since 
these areas involve ranking persons and making invidious distinctiors. 
Yet disagreements and distorted perceptions about questions relationship 
organization are the source many communication difficulties. 


What intensifies these communication problems the fact that relation- 
ships among persons organization are continual state flux. 
Personnel losses, transfers, promotions and replacements are occurring. Deci- 
sions about new policies and procedures are being made, and often modify 
people’s relationships. Some people are informed about changed relationships 
before others; some not informed all. Although common practice 
communicate decisions all the persons who are affected them, the 
problem often determine who are relevant persons. Unless are 


extremely sensitive the social structure our organization, likely 
that shall restrict such communication too narrowly. The restrictive 
communication decisions about change can, however, extremely dis- 


ruptive any consensus people have about their relationships one another, 
and thus create for them problems communication. 


The Flow Communication 


Any solution communication problems must based analysis 
the particular situation which the problem occurs, together with appli- 
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cation general principles about communication. possible, the basis 
findings from research, formulate number principles about the 
forces organization which direct the flow communication. 


You may have heard one time another that communication flows 
downward all right organization; the problem get communication 
from below. This only partially true. fact, any generalization that com- 
flows down, up, across equally false. Communication like 
piece driftwood sea conflicting currents. Sometimes the shore 
will littered with debris, sometimes will bare. The amount and 
direction movement not aimless, nor unidirectional, but response 
all the forces—winds, tides and currents—which come into play. 


What are the forces that direct communication organization? 
They are the whole motivational forces. People communicate fail 
communicate achieve some goal, satisfy some personal need, 
improve their immediate situation. Let examine briefly some the 
evidence from research which supports this statement. 


study was made the communication patterns among the staff 
medium-size child welfare agency.(1) Everyone was included the research, 
from the director the agency the janitor. was found that members 
the staff communicated far more members their own subgroups 
than any other persons this agency also preferred 
communicating someone higher status than themselves, and tried 
avoid having communication with those lower status than themselves. The 
only exception this tendency was when person had supervisory respon- 
sibilities, which removed his restraints against communicating with those 
particular lower status persons. When people did communicate with others 
the same status level the organization, there was strong tendency 
for them select highly valued persons, and avoid those they thought 
were making little contribution. 


Let see can find principle which explains these results. The 
formal subgroupings organization are usually based upon joint work 
responsibilities. There are strong forces, therefore, communicate with those 
whose work goals are the same one’s own. supervisor can accomplish 
his work objectives only having relatively frequent contact with his sub- 
ordinates; and probably would like have more contact than has. 
The people organization who are most valued for their ability con- 
tribute are those who can give the best information and advice. People seek 
them out. These findings all seem point the same conclusion: 


the pursuit their work goals, people have forces acting upon 
them communicate with those who will help them achieve their aims, 


and forces against communicating with those who will not assist, who 
may retard accomplishment. 


the midst one study government housing project,(2) rumor 
swept through the settlement and threatened disrupt the research. The 
investigators turned their attention this rumor and were able trace its 
path from person person. They were trying understand the forces which 
made people communicate. Later they tested their understanding 
deliberately planting rumor organization and again tracing its path 
the use informants. (3) They concluded that people will initiate and 
spread rumors two types situation: when they are confused and unclear 
about what happening, and when they feel powerless affect their own 


destinies. Passing rumor means expressing and alleviating anxiety 
about the subject the 


Let consider one more fact before draw general conclusion from 
these findings. Studies hospital, government agency and industry all 
yield the same result: people want speak higher status rather than 
lower status persons.(5) Why are there these strong forces people direct 
their communication upwards? Higher status persons have the power 
create for subordinates either gratifying depriving experiences. These 
may take the form tangible decisions and rewards, perhaps merely 
expressions approval and confidence. Lower status persons need reassurance 
about their superiors’ attitudes, evaluations and intentions towards them. 
can conclude that: 


People have powerful forces acting upon them direct their com- 
munication toward those who can make them feel more secure and gratify 
needs, and away from those who threaten them, make them feel anxious, 
and generally provide unrewarding experiences. 


People’s needs also largely determine content their communica- 
tion others different status. There evidence that subordinates will 
often reluctant ask supervisors for help when they need it, because 
this might seen threatening admission inadequacy.(6) And superiors 
tend delete from their communications subordinates any reference 
their own mistakes errors judgment.(7) sure that these findings 
are accord with the experiences that many have had 


third principle which helps understand the flow communication 
this: 

Persons organization are always communicating they were 
trying improve their position. 


They may may not aware their own behavior this respect. 
But the evidence indicates that they want increase their status, belong 
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group with more prestige, obtain more power influence decisions, and 
expand their authority. has been said that talking upwards gratifying 
substitute for moving Persons organization who are attracted 
membership particular department group will feel inclined 
direct much more communication that direction than will those who 
not want belong it. they are excluded barred from membership 
and their desire belong persists, they will increase their communication 
even further, this represented substitute for actually moving into the 
desirable 


study the role relationships three types professionals who 
work together the health field(9)—psychiatrists, clinical psychologists and 
psychiatric social workers—it was found that the direction, amount and con- 
tent their communication one another could predicted largely from 
two factors. These were: their perception the other professions’ power 
relative their own, and how satisfied they were with their own power 
position compared that the other groups. The general principle that 
forces act persons communicate improve their relative position 
the organization seems supported all these findings. 


The Consequences Communication 


Recent research also has something tell about the consequences 
that communication will have when various conditions exist within 
organization. Again find that not possible state that particular 
type communication will always have the same effect, without specifying 
the conditions which the generalization will hold true. the present 
time, however, the evidence from research appears warrant four general 
conclusions. 


The effect any particular communication will depend largely upon 
the prior feelings and attitudes that the parties concerned have towards one 
another. 


Findings from number different studies support this statement. 
During World War II, hostile attitudes and negative stereotypes existed 
between the residents housing project and members the surrounding 
community. action research project was undertaken, increase contact 
between these two groups people.(10) was found, however, that after 
increased contact the attitudes and feelings these people had become 
polarized: those that were initially positive became more positive, and those 
that began being negative became even more negative. The effect 
stimulating greater contact could have been predicted only from knowledge 
the pre-existing attitudes and feelings. 


another study the communication patterns large research 
organization, was found that increased communication did make people 
more accurate about others’ opinions, but only when they initially trusted 
one another and already were considerable agreement.(11) When people 
are disagreement not trust one another, increase amount 
communication will not necessarily lead greater understanding. 


was found governmental agency that frequent communication 
among professional staff members made working for the organization either 
more less attractive for them. The mediating factor was whether not 
the persons who were constant communication valued each con- 
tribution the work the 


The effect any particular communication will depend upon the 
pre-existing expectations and motives the communicating persons. 


The executives large industrial organization were asked indicate 
check-list how much time they spent with each other, and the subject 
their interaction.(13) one-third the answers the two executives in- 
volved were disagreement about the subject their communication. For 
example, one reported that had been discussing matters with an- 
other; the latter thought they had been discussing questions 
When these executives differed, each assumed that the problem with which 
was personally most concerned was what they had really been talking about. 


The subjects this study were men with gineering background. 
They consistently overestimated the amount time executives spent 
production matters and underestimated the amount time spent per- 
sonnel problems. The impressions their communication made upon them 
had been shaped their own goals and motives. 


From this and other studies seems clear that the consequences com- 
munication are limited people’s interest achieving certain effects, and 
lack concern about achieving others. They will inclined remember 
and feel committed those decisions which are consistent with their own 
expectations and motives. 


The effect communication with subordinate will 
depend upon the relationship betwen them, and how adequately this rela- 
tionship satisfies the subordinate’s needs. 


Communication between superior and subordinate often has conse- 
quences which neither them anticipates welcomes. especially 
difficult avoid problems misinterpretation ineffectiveness this area. 


one organization was found that some employees who received 
frequent communication from their supervisor became more accurately in- 
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formed about their real attitudes; but this was not true for other 
employees who also had constant contact with their supervisor.(14) The 
ence was traced whether not supervisor trusted his subordinates. 
When did not trust them, was more guarded what said them, 
revealing less his true feelings. lack trust betwen superior and sub- 
ordinate can thus act barrier the creation mutual understanding. 


have already discussed how people’s need for security directs their 
communication toward higher status persons organization. study 
was conducted public utility company,(15) where was possible vary 
experimentally the kind communication supervisors gave their subordi- 
nates. People became anxious and threatened response two different 
conditions: when communication from supervisor was unclear, and 
when the supervisor was inconsistent what said from one time 
another. 


have also pointed out that the persons organization tend 
communicate they were constantly attempting improve their positions. 
This consistent with the finding that the experienced employees 
organization resent close supervision,(16) since implies that their power 
and prestige are less than they want them be. 


The study the senior staff members British engineering plant, 
referred earlier, led the discovery process “status protection.” 
When these men received instructions from their superiors, they often treated 
them merely information advice. this manner they effect achieved 
relative improvement their own position the authority structure, 
acting one had the right direct their activity. 


Thus the findings from laboratory and field research point unequivocally 
the supervisor-subordinate relationship one the crucial factors deter- 
mining the effect supervisor’s communication subordinates. Another 
major factor whether not the subordinate stands alone his relationship 
the supervisor, belongs group peers the organization. 


The effect communication with subordinate will 
depend upon the amount support the subordinate receives from member- 


experimental study has demonstrated the remarkable effect belong- 
ing group equals has subordinate confronted powerful and 
directive superior.(17) Being member group decreased feel- 
ings threat and freed him disagree with his supervisor and make counter- 
proposals. The person who had the moral support membership group 
reacted his communication with less defensive and more 
problem-oriented behavior. 
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There considerable body evidence, too, that group acts 
source “social reality” for its members, providing them with opportu- 
nities validate their ideas and opinions.(18) When communication from 
superior directed group whole rather than isolated individuals, 
likely that more accurate transmission information will achieved. 


Problems Communication Are Often Symptomatic 


From our discussion thus far, think should clear that what 
call communication problems are often only symptoms other difficulties 
which exist among persons and groups organization. summarize 
what has been said implied, should like point four problems which 
people organizations must solve order overcome barriers com- 
munication. 


First there the problem trust lack trust. Communication 
flows along friendship channels. When trust exists, content more freely 
communicated, and the recipient more accurate perceiving the 
opinion. 


Second there the problem creating interdependence among per- 
sons—common goals and agreement about means for achieving them. When 


_persons have different goals and value systems, then especially important 


create mutual understanding about needs and motives. 


The third problem inseparable from the two just mentioned. This 
the problem distributing rewards fairly that needs are being 
met, and that they are motivated contribute the over-all objectives 
the organization. Nothing can restrictive the free flow ideas 
and information, for example, the feeling that you may not credit 
for your contribution. 


Finally, there the exceedingly important problem understanding 
and coming common agreement about the social structure the organi- 
zation. can think nothing which would facilitate more the free and ac- 
curate flow communication organization than consensus about 
questions work, authority, prestige and status relationships. 
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COMMUNICATING THE 


The Extension Service the Department Agriculture has two 


basic assignments: 


The dissemination useful and practical information re- 


GLADYs GALLUP* 


lating agriculture and home economics. 


The practical application such knowledge farm and 


home situations. 


Extension teaching educational process conducted bring about 
changes the attitude, skill, and knowledge the individual. 


The methods employed Extension teaching may classified differ- 
ent ways. Regardless the classification, well keep mind that effec- 
tive teaching involves the associated use two more kinds teaching 


methods. 


Individual Contacts 


Farm and home visits 
Office calls 

Telephone calls 
Personal letters 
Result demonstrations 


Teaching Methods 


Group Contacts 


Method demonstration 
meetings 

Leader training meetings 

Lecture meetings 

Conference and discussion 


Mass Contacts 


Bulletins 
Leaflets 

News stories 
Circular letters 
Radio 


meetings Television 
Meetings result Exhibits 
demonstrations Posters 
Tours 
Schools 


Miscellaneous meetings 


our business the Extension Service get information out 
ways that people will understand easily and methods that will encourage 
action. Some methods, have found, are better than others for reaching 

certain groups people with certain types information. Extension methods 
fall into three main categories. 


the first category are the individual contacts. These are often asso- 
ciated with request for information about specific farm home problem. 


The second category methods involves contact with substantial num- 
ber people assembled isolated group one series related 
groups. These include all sorts meetings for all kinds purposes. 


*Director, Division Extension Research and Training, Federal Extension Service, 
United States Department Agriculture, Washington, 


Both these categories involve face-to-face contacts. 


The third category methods includes the mass media employed 
Extension workers disseminate information and influence large num- 
bers people. 


addition the direct dissemination information through these 
various methods, the Extension teacher counts substantial amount 
indirect spread information, the passing Extension information 
from neighbor neighbor, resulting from specific activities and from the 
total teaching effort. 


Effectiveness Methods 


The Extension Service has made two types studies examining the 
importance these methods—first, the relative influence the methods, 
and second, studies the influence each method. 


Comparable information available regarding the Extension methods 
that have contributed the adoption 44,788 practices farmers and 
homemakers 15,454 farms and homes located sample areas 


Below table showing the relative importance the three categories 
direct methods and the indirect educational factors reported having 
influenced the adoption improved practices. The grouping according 
use and adjusted basis 100 percent. 


Percentage 


Individual Contact Methods 


Methods that reach individuals, such home visits, office calls, telephone 
calls, correspondence, and result demonstrations, were reported bringing 
about almost one-fourth the recommended practices adopted. general, 
these methods which deal with people individuals are especially useful 
and important contacting those who not participate Extension 
activities, teaching complex changes, increasing the confidence farmers 
and homemakers Extension work when necessary, and giving the 
Extension worker needed first-hand knowledge farm and home condi- 
tions. Individual contact methods are important the selection local 
leaders, demonstrators, and cooperators, and contribute greatly the effec- 
tiveness group methods and mass media. Individual contact methods are 
relatively expensive. 
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Extension studies indicate that there rather large proportion the 
farm and rural non-farm population which have not yet reached. the 
whole, these people the not-reached group have less formal schooling and 
lower socio-economic status. There are some indications that they are more 
traditional their attitudes and less receptive new ideas. The studies 
show that the lower income groups depend more everyday contacts with 
neighbors and friends, and also that the low-income farmers who learned 
new practices from personal sources, such county agent, neighbors 

friends, were more likely adopt them than those who got the idea from 
publications radio. Research this area indicates that personal sources 
information are more convincing and lead adoption new practices 

more consistently than impersonal sources. 


recent study indicates that mass 
media, especially newspapers, farm journals, and radio, serve mainly 
inform this group new farm practices. Other influences are usually required 
encourage adoption the practices. The report suggests that Extension 
and other professional workers would well advised work through local 
informal leaders “influentials.” These are the “key” persons whose advice 
frequently sought their neighbors. 


The importance personal contact revealed series Extension 
field studies involving 10,733 farm families sample areas states. 
three families out four, some member members the family had 
contact with Extension worker. the contact group, percent reported 
the adoption agricultural homemaking practices contrast per- 
cent the no-contact group. Expressed terms numbers changes 
practices made, four five times greater adoption Extension-taught 
practices occurred when least one member the family had had some 
contact with Extension worker. The adoption the practices the 
no-contact group was the result Extension teaching through mass media 
and indirect influence. 


Contact with Extension Workers Relation Adoption Practices 


(10,733 farms and areas states) 


Any practice 


Percent Number practices 
adopting adopted per 100 
recommended farms and homes 
practice 
Contact with Extension 382 
contact 
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Group Contact Methods 


About one-third the changes practices are brought about 
methods which deal with people groups through meetings. Group methods 
make possible face-to-face contacts with large numbers people and facili- 
tate the sharing knowledge and experiences. 


There are many studies the Extension Service and other studies that 
can applied the field meetings. For example, group dis- 
cussion leading group decision(3) show that when discuss prob- 
lem and then agree course action they are more likely change their 
practices than they are when they hear lecture when they have been 
given individual instruction the same practices. 


Group methods are less expensive than individual contact methods and 
can more effective stimulating action than either individual contact 
mass media. 


Mass Media Methods 


Nearly one-fourth the adoption the recommended practices 
credited mass media methods. Mass media include publications, news 
articles, radio and television. These methods reach large numbers people 
and small cost. These methods help repeat what has been taught through 
face-to-face methods and make possible disseminate information not 
only the same audience, but much larger and different one. Even 
though less effective than face-to-face methods bringing about changes 
practices, the large number people reached low cost more than 
offsets the lack intensity and the lower effectiveness. 


Mass media complement and reinforce individual and group contacts. 
Studies show that the Extension Service reaches rather large audience 
people who listen radio programs, watch television programs, read 
Extension publications, but who not participate Extension work 
any other way. 

studies made number states give evidence the 
power newspapers and farm magazines have communicate ideas rural 
people. The studies show that rural people read their county weeklies from 
front back. 

readership study the Connecticut Homemaker indicated that this 
four-page periodical was good way getting information large number 
women not enrolled Extension groups. The publication was sent 
Connecticut homemakers who requested it. Seventy-two percent them 
were not members home demonstration clubs. Coverage was widespread— 
percent all the women interviewed had read one more the three 
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issues over six-month period. Over two-thirds the women had read each 
issue. Over one-half those who read had used the information from 
One more articles. 


The Iowa Extension Service conducted series nine tele- 
vision presentations, “Make Dress TV.” Three thousand and four women 
enrolled for the course and received publication. stratified sample 
approximately 420 homes was drawn such manner provide cross- 
section station coverage, including place residence and degree sew- 
ing experience. Thirty-six percent the women actually made dress during 
the series. One-half these women never before participated Exten- 
sion work. 


study sponsored the Kentucky Extension Service was made 
1955 Louisville, Kentucky, “How Consumers Got Information Louis- 
showed the effectiveness the newspaper columns, radio broad- 
casts, and television telecasts written made their Extension food 
marketing information agent. This study found that percent families 
that area take newspapers, percent have radios, and percent have 
television sets. the people read, see, hear the food marketing programs? 
Forty-five percent the homemakers Louisville had read the food market- 
ing column, and percent used the information. The study also showed 
that the radio listeners and the television watchers had used the information 
presented. 


Extension studies indicate that the homemakers and farmers with more 
formal schooling are more likely adopt new practice from mass media, 
such from reading hearing about it, than are those with less formal 
schooling. 


Indirect Influence 


Indirect spread improved practices plays large part Extension 
success. Nineteen percent the practices adopted were credited indirect 
influence. The statement neighbor good standing the community, 
the reported yield new variety wheat cotton, the size the neigh- 
bor’s milk check, success freezing vegetables, satisfaction with con- 
venient kitchen, are all powerful forces work bringing about the 
acceptance improved practices. Indirect spread from neighbor neighbor 
more effective than any one the direct teaching methods alone. 


Many Methods Needed 


Extension field studies conducted over period years have shown 
that people are influenced Extension education make changes be- 


havior proportion the extent their contact with different teaching 
methods. 


For example, the number different types contact kinds 
exposure Extension information increased from one nine methods, the 
number farm families changing behavior increased from percent. 
The percentage families responding increased rapidly the number 


contacts increased five and six methods. 


Extent adoption practices 
affected number kinds exposures 


farms and homes adopting practices 


Number different kinds exposures. 


(2,507 farms and 869 homes) 


The conclusion obvious that widespread response desired people 
must “exposed” educational teaching effort several different ways. 
This but another way saying that repetition ways 
exceedingly important learning. This means, too, that many different 


methods are necessary reach varying nationality and educational groups. 


Conclusions 


Studies Extension methods also point these conclusions: the more 
contacts individual has with personal sources information, such 


talking his county agent, attending meetings with groups, and other face- 
to-face methods, the more likely adopt new methods. Only face- 


to-face methods able ask questions. Only them can weigh 
information with the man who recommends them. Personal face-to-face 


methods are therefore more involving, more convincing, and lead higher 
degree changes practices than impersonal sources. 


Mass media offer only one-way type communication, the listener 
reader having little respond, even though various pro- 
cedures are used gain response. Mass media, however, have the advantage 
reaching people their own homes. They get attention, interest, convic- 


tion and action simple subject matter less cost than other methods. 


Studies have shown that: 
Face-to-face methods are more effective persuasive agents than are 
mass media methods. 
The use mass media methods together with face-to-face methods 
better than the use either one alone. 
large audience reached low cost through mass media 
The use repetition different mass media, especially repetition 
with variations, helps bring about change. 

what conclusions can draw about the relative effectiveness 

mass media contrasted with the individual face-to-face methods? 


general— 
the simpler the subject matter imparted, 
the closer the recommended practice that which was already 
practiced, and 


the greater the intelligence and education the 
the more efficient are the mass media methods. 


Where, the other hand,— 
the subject matter taught complex, 
the practice recommended much different from that which the 
individual had been using, and 


the learner but ordinary intelligence and his education 
average less— 
individual methods are preferable mass media. 
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COMMUNICATION PROBLEMS FACING OUR PROFESSION 
WILLIAM GRIFFITHS* 


few weeks ago, with the realization that our annual meeting would 
soon upon and was scheduled give Presidential address, sat 
desk with pencil hand. befitting profession, the first word 
wrote was “objective,” with question mark after it. realized very quickly 
that did not know the purpose the presidential address. Again, befitting 
profession, went directly appropriate resources—the past presidential 
addresses. rereading these, found the one common element; each was 
different. 


not believe that the purpose presidential address 
different from the others; but rather that have freedom say what want, 
the same privilege evidently accorded predecessors. you have given 
freedom say what want, you have then retained for yourselves freedom 
reject accept what have say. This should be. 


That we, Society, have adopted the custom presidential addresses 
believe that have something significant say. The presidential address 
important only that symbolic the stature and the dignity the 
professional public health educator. 

have chosen the title address, “Communication Problems Fac- 
ing Our Profession.” shall use the term, “communication problems,” 
broad, but, hope, relevant sense. 


When think the youth our profession, amazed how much 
have accomplished. relatively short period time have been able 
communicate rather effectively some our basic beliefs and ideas, and 
many our techniques and procedures. For example, health educators should 
the front row when comes passing out credit for the success 
showing the close relationship public health the behavioral sciences— 
might even say dependency upon them. think that all take pride 
seeing the impact that have made here; public health programs, meetings 
and conferences, and research give evidence that the work anthropologists, 
sociologists, and psychologists now recognized important our public 
health colleagues. 


Health Educators Behavioral Scientists 


have communicated this idea well. However, relation this point, 
should like raise question. see the unique contributions the 
public health educator anchored mainly, but not exclusively, the behavioral 
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sciences, then have communicated our colleagues that we, too, are 
sense behavioral scientists? afraid that have not, and yet believe 
that this crucially important for our profession. our contributions the 
team are the areas motivation, learning, small-group behavior, cultural 
change, community organization, communication, social perception, individual 
differences, leadership, commynity these, some extent, 
behavioral areas—then we, too, are behavioral scientists, not research behav- 
ioral scientists, but behavioral science. 


sure that many you are saying that health educator cannot pos- 
sibly psychologist, sociologist, and anthropologist wrapped into one. 
Let reassure you that that not what meant. shall attempt illustrate 
point, using the field psychology, field which can speak with 
some authority. Psychology broad field consisting numerous areas. 
one desires psychologist one must have some understanding most 
these areas. good number these, for example, the areas animal, 
clinical and physiological psychology—to mention only few—have little 
direct application the field public health. The azea social psy- 
chology, however, has very direct application public health. 


see reason why person cannot have real knowledge and under- 
standing the area social psychology, and yet quite ignorant other 
psychological areas. Such person would not call himself, nor think him- 
self, psychologist. The public health educator can have real grasp 
certain areas psychology, sociology, and anthropology, without ever pre- 


start think about ourselves behavioral science practitioners, 
then are going start communicating about ourselves and our profession 
differently. For example, would not many health education job descriptions 
entirely different way? the job, might not specific tasks 
activities receive quite priority? Might not also affect recruit- 
ment channels? For example, there must many students with bachelor 
degrees psychology, sociology, and anthropology, who, for number 
reasons, not desire pursue advanced work these fields. Might not 
lead certain changes schools public health prerequsites for public 
health educators, well changes the public health education curriculum? 


definition the word “science” “knowledge obtained 
study and practice.” health educators, have acquired great deal 
knowledge practice. not the element study which our biggest 
barrier truly being behavioral scientist practitioners? are busy with 
our practice that have little time for study. Even all health educators 
made effort devote portion their time study—something which 
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believe must done are remain profession high status—it 
would difficult, for most health educators not have ready access 
journals and books the behavioral sciences. 


Need for Health Education Journal 


For five years now our Society has talked developing health educa- 
tion journal meet professional needs. believe that the time now appro- 
priate for strong directive from the membership the Board Trustees 
order take this out the “talking” and into the “action” stage. health 
education journal devoted high level practice and theory will help solve 
real communication problem facing our profession. 


mentioned, moment ago, several areas from the behavioral sciences 
which felt went into making our public health education armamentar- 
ium. Among these was communication. Aided research group dynamics, 
have done much profession improving interpersonal communica- 
tions the agencies which work. have been very creative and 
imaginative providing learning situations within our agencies order 
that and those with whom work might gain greater understanding 
the dynamics human relations. are also commended for facili- 
tating more effective communications between the public health profession 
and other professions. 


Communication with Non-professional Groups 


don’t believe, however, that have given the same attention the 
problem more effective communication with certain non-professional 
groups. was undoubtedly quite justifiable that the first priority target-group 
should professional people. But, make critical analysis the com- 
munication lines existing our health agencies, think that will find 
very few circuits either lower upper socio-economic groups. 


see it, have two jobs ahead us: recognize ourselves 
and help our colleagues—nurses, doctors, sanitarians—to recognize 
themselves, the limitations and they have working with all socio- 
economic groups. This not easy for most do, for like think 
ourselves having great social adaptability. know that some individ- 
uals possess unusual capacity communicate fruitfully ends 
class and status continua. But like singers with tremendous vocal range, 
they are few, and most us, unfortunately, not have this talent. Second, 
must devise ways reaching these different groups, and order 
must much more imaginative than have been the past. 


For number years, many have been concerned about our inabil- 
ity reach the lower socio-economic groups. just much concerned 


about our inability find appropriate channels for reaching the upper socio- 
economic groups. 


think that would all agree with the following quotation from the 
Commission the Health the Nation: (1) 
“The individual effort informed person will more for 
his health and that his family than all the things which can 
done for them. the past, measures for health maintenance de- 
manded individual responsibility only limited degree. The 
development pure water supplies, pasteurization milk, and 
other sanitary accomplishments were achieved through social action 
which the individual may have participated citizen, but was 
required take further individual responsibility. 


“Future accomplishments, however, depend even greater 
degree upon the assumption responsibility for his 
own health. the individual who must consult his physician for 
early care, avoid obesity and alcoholism, and drive his automobile 
safely. These things cannot done for him.” (p.1) 

might true that, once having become alcoholic having had 
accident heart attack, person upper group has 
financial means for therapy, but have any evidence that the upper socio- 
economic groups need preventive help any less extent than other groups? 


may mention too the advantages that might result all citizens 
could open communication channels with the upper socio-economic groups. 
think that are all aware the factor economic power these groups. 
How productive this power could were harnessed public health 
needs! 


Mass Communication 


Moving away from communication inter-personal relations process 
communication content area, should like comment briefly the 
topic mass communication. Mass communication has been one our main 
areas interest and, fact, for many years was the major educa- 
tional method our profession. With the advent community organization 
health education method, the value the mass media communication 
began questioned. gained more experience with community 
organization, usually very satisfying experiences showing its effectiveness, 
research group dynamics helped provide much-needed theoretical basis 
for community organization method, and research studies after World 
War indicated the relative weakness the persuasive power mass com- 
munication, use mass media educational method public health was 
not only questioned some people; was jettisoned. 


For those our professional colleagues who came from the field 
journalism, whose jobs were primarily the media field, this was, indeed, 
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threatening. cleavage developed our profession which times caused 
real bitterness. think that now most can look this problem rather 
objectively. important for decide, profession, the role that mass 
media play. How mass media fit into our overall educational conceptual 
framework? 


Recent Research Unifying Health Education Theory 


are willing accept the Katz and Lazarsfeld hypothesis that mass 
media influences hook with inter-personal networks communication, 
then the mass media method every bit “respectable” method com- 
munity organization; and even more important, acceptance this hypothesis 


gives unified theory health education. Let explain more detail 
what mean. 


Katz and Lazarsfeld, their recent Decatur study, point out that certain 
individuals are more verbally influential than others. They call these indi- 


viduals “opinion-leaders.”* For those not acquainted with this study should 
like quote directly from it: (3) 


“What shall call opinion leadership, may call lead- 
ership all, leadership its simplest: casually exercised, 
sometimes unwitting and unbeknown, within the smallest grouping 
friends, members, and neighbors. not leadership 
the high level Churchill, nor local politico, nor even 
local social elite. quite the opposite extreme: the almost 
invisible, certainly inconspicuous, form leadership the person- 
to-person level ordinary, intimate, informal, everyday contact. 
Our study attempt locate and learn something about these 
everyday influentials.” 

Katz and Lazarsfeld, this particular research, were concerned with 
only three different groups: opinion-leaders marketing, fashions, and 
movie-going. The opinion-leaders they identified were not status people 
any way; they were everyday people located all socio-economic groups. 
They give evidence their study “two-step flow 
mass media opinion-leaders, and from opinion-leaders everyday 
personal contacts. 


this hypothesis true, then much the research mass media 
the last decade can viewed quite critically. The research studies, for the 
most part, dealt with subjects “disconnected individuals,” and not indi- 
viduals who belong groups and whose beliefs and attitudes were influenced 
these groups. 


*The term “opinion leader” did not originate with Katz and Lazarsfeld, but their 
broad concept the term unique. For more traditional usage see, for example, 
article Stycos. (2) 
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there are opinion-leaders all social strata who are, themselves, 
affected mass media and who, turn, influence others, then mass media 
are major educational value. Whether they will seen once again 
constituting major health education method all health educators will 
depend additional research. Personally, can see reason why, the 
field public health, shall not able find opinion-leaders. have 
demonstrated that community action-leaders can found all strata the 
community. will, course, need research studies. will want know 
the relationship between opinion-leaders and community action-leaders. 
will need know whether different types public health opinion-leaders 
exist. For example, are there some persons all strata society who are 
opinion-leaders the child health field? the chronic disease field? what 
fields public health are there opinion-leaders? 


this hypothesis true, see arising for the first time unified theory 
public health education—unified because common base. Use mass 
media will not stand, originally did the early days, the one major 
educational method; nor will stand method lesser status, some 
regarded during the last decade. Use mass media will have place 
along with community organization and the individual face-to-face method 
one three major health education methods. have long recognized 
that the effectiveness both community organization and individual contact 
depends great extent the social interaction processes. The social inter- 
action processes provide the groundwork the Katz and Lazarsfeld hypoth- 
esis. Thus, mass media will linked with the other two methods means 
this common base. 


Television Mass Medium 


should like say one more thing about mass media. have been talk- 
ing about use mass media method, and doing have made 
attempt discuss specific media per se. have, familiar all us, some 
basic data the comparative effects the various media. Many have 
been waiting anxiously for new comparative data, especially relation tele- 
vision. believe that will find that effects relation other 
media will unique many ways. feel, however, that the effectiveness 
mass media anchored small, informal groups, with opinion-leaders 
serving generators the persuasive power these media, then television 
will not show influence pattern different from that other media. There 
reason believe that the factor perceptual selectivity for television 
will different from that other media. 


guess that opinion-leaders in, let say, child health, would 
select more health information from all media, including television, than 
would non-opinion-leaders that field. Even though might demon- 
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strated laboratory study that specific television program had influenc- 
ing power greater than other specific media, must remember that labora- 
tory studies often use “captive” audiences, and thus ignore the factor 
perceptual selectivity. still not know whether the person who not 
interested child health (the non-opinion-leader this area), more likely 
look television program this subject than read pamphlet, 


study exhibit, listen radio program, attend lecture, see film 
child health. 


Health Educators Opinion-Leaders 


There one other problem facing our profession which 
should like mention. that public health education hold 
strategic communication position but not utilize the fullest extent. 
Because health education health agencies and departments service unit 
and not program unit, public health educators have across-the-board 
mobility which very few other professional health people have. service 
unit, are close working contact with all professional personnel the 
agency, addition many professional and non-professional people outside 
our agency. are unique position influence the course and direction 
public health through the many and varied situations which work. 
are, way, opinion-leaders. The ideas offer are not necessarily our 
own—we serve personal transmitters. 


said, not believe that are taking advantage this oppor- 
tunity. think that the difficulty lies not being aware the strategic 
“gate-keeper” position hold. know that can much more than 
are doing present bringing the ears our colleagues, and our 
associates related fields, ideas and concepts that move toward our goal 
healthier and happier lives. this role general communicator, never 
let afraid being verbally aggressive. 
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